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In March, the Department announced its twenty-second annual customer
satisfaction questionnaire. This is the seventh time state-chartered credit unions
were asked to provide their opinions electronically.

Pursuant to TEX. Gov'T CoDE ch. 2114, the Department creates an inventory of
external customers for each of its budget strategies.

INVENTORY OF CUSTOMERS BY STRATEGY

Customer
State Chartered Credit Unions and
Members of State Chartered Credit
Unions

Strategy
Safe and Sound Credit Union Industry

INFORMATION GATHERING METHODS. RESULTS AND ANALYSIS

The Department assesses its customer service through communication with
its constituents. The Department utilized an electronic survey to reach out to
each of its customers.

Each Texas-chartered credit union received a link to the online annual
questionnaire.  Completion of the electronic survey was voluntary and
anonymous. Out of the 186 credit unions provided the opportunity to complete
the survey, 90 completed the online questionnaire for a response rate of 48
percent. This compares to a 59 percent response rate in 2016 and a 48
percent response rate in 2015.

In the following pages, the results of the survey are detailed. Charts are provided
to show how credit unions as a whole responded to each question. Tables are
also provided to break out those responses by credit union asset size.

Within 15 days after the Department responds to a complaint from a credit union
member, the Department emails a link to a survey for each member to respond
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to questions enumerated in the survey. Completion of the electronic survey was
voluntary and anonymous. Out of the 162 credit union members provided the
opportunity to complete the survey, 20 completed the online questionnaire for a
response rate of 15 percent. Tables are provided mducatung the questions asked
and the responses received.

The data from all of the surveys reveals that a majority of customers are
satisfied with the services the Department provides. The Department is proud of
its reputation as a provider of quality regulation and service to its constituents.

COMPACT WITH TEXANS

The Department's Compact with Texans is posted on the agency website
(www.cud.texas.gov). The appointed customer service representative is
Commissioner Harold E. Feeney.



CREDIT UNION DEPARTMENT

CREDIT UNION SATISFACTION SURVEY

CURRENT VS. PREVIOUS RESULTS

Number of Survey Questionnaires Mailed

Number of Responses Completed
Percentage of Credit Unions Completing Survey
Number of Credit Unions Providing

Written Comments

Percentage of CUs that Believe the Department
Provides Quality Service

2017
186

90
48%

45

94%

109
59%

58

97%

89
48%

34

97%
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INTERACTION WITH DEPARTMENT

Strategic Goal: Protect Credit Union Member Interests

Strategic Objective: All credit union members have reasonable
access to credit union services and are treated fairly and lawfully.
Measure: Qutcome

Department Staff is Generally Accessible

Customer Responses
Strongly Agree 80
Somewhat Agree 7
Neither Agree or Disagree 2
Somewhat Disagree 0
Strongly Disagree 1

Strategic Goal: Pratect Credit Union Member Interests

Strategic Objective: All credit union members have reasonable
access to credit union services and are treated fairly and lawfully.
Measure: Outcome

Overall, Department Staff is Responsive to My Needs

Customer Responses
Strongly Agree 77
Somewhat Agree 8
Neither Agree or Disagree 2
Somewhat Disagree 2
Strongly Disagree 1

Strategic Goal: Protect Credit Union Member Interests

Strategic Objective: All credit union members have reasonable
access to credit union services and are treated fairly and lawfully.
Measure: Outcome

Department Staff Provides Timely and Accurate Feedback/Answers

Customer Responses
Strongly Agree 75
Somewhat Agree 10
Neither Agree or Disagree 3
Somewhat Disagree 1
Strongly Disagree 1

Strategic Goal: Protect Credit Union Member Interests

Strategic Objective: All credit union members have reasonable
access to credit union services and are treated fairly and fawfully.
Measure: OQutcome

Overall, My Credit Union’s Communication with the Department is
Satisfactory

Customer Responses
Strongly Agree 78
Somewhat Agree 8
Neither Agree or Disagree 1
Somewhat Disagree 1
Strongly Disagree 2
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